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TOM TAT:

Bai bdo nghién cttu 4nh hudng clia marketing s6 (digital marketing) t6i hinh 4nh thuong hiéu
(brand image) va trung thanh thuong hiéu (brand loyalty) tai Vietnam Airlines (VNA). MAu khio
sat gdm 250 khiach hang da tirg st dung dich vu ctia VNA trong 12 thdng gan day. K&t qua cho
tha'y 4 thanh phan clia marketing s& bao gdm Website, Quing cdo truc tuyén, Marketing qua mang
x4 hoi va Truyén miéng dién t déu c6 dnh hudng tich cuc t6i Hinh 4nh thuong hiéu va Trung
thanh thuong hiéu. Nghién cttu ¢6 nhitng hAm ¥ quan trong ddi v6i viéc quan tri thuong hiéu clia

cdc hang hang khong.

T khéa: marketing s, hinh 4nh thuong hiéu, trung thanh thuong hiéu, marketing qua mang xa

hdi, truyén miéng dién ti.

1. Dit van dé

Vietnam Airlines (VNA) dugc thanh 1dp vao
thang 4/1993, véi tén goi la Hang Hang khong
Qudc gia Viét Nam. Ngay 27/5/1995, Téng cong ty
Hang khong Viét Nam dudgc thanh 1ap theo Quyét
dinh s6 328/TTg cta Tha tuéng Chinh pht trén co
s lien k&t 20 doanh nghiép trong nganh Hang
khdng Viét Nam 14y Hiang Hang khong Qudc gia
Viét Nam lam nong c6t. Thang 11/2021, VNA da
khai truong dudng bay thing Viét Nam - Hoa Ky,
d4nh dau sy phat trién vugt bac vé tiéu chuin chat
lugng va tAm bay (Vietnam Airlines, 2013).

Tir nim 2015 d&n 2019, doanh thu va 1¢i nhuin
trudc thu€ clia VNA 1udn duy tri ting trudng déu
din. Trong nim 2019, doanh thu thuin VNA dat
99.100 ty ddng va 1¢i nhuin trudc thu€ dat 3.389 ty
ddng. Tuy nhién, doanh thu trong 2 nim 2020-2021
sut giam nghiém trong, do 4nh hudng cta dai dich
Covid-19 va Iénh cam di lai tir cdc chinh phii. Trong
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niam 2022, khi cdc han ché di lai dugc g& bd va tinh
hinh dich bénh dugc ki€m so4t, doanh thu cia VNA
da tang trd lai, dat mic 70.960 ty dong, xAp xi 70%
so Vi trudce dai dich (Vietnam Airlines, 2022).

Tuy doanh thu da ting tr§ lai, nhung bdi cinh
canh tranh gay git va cong nghé so phat trién dang
dat cho VNA nhitng thach thitc I16n trong hoan thi€én
hoat dong marketing s&, ning cao long trung thanh
thuong hiéu va hinh 4nh tich cuc vé thuong hiéu.

Bai bdo nhim t6i cdc muc tiéu sau day: (1) hé
thong héa 1y thuy&t vé 4nh hudng clia marketing
k§ thuat s6 t6i trung thanh thuong hiéu va hinh
anh thuong hi€u; (2) do Iudng cdm nhdn cuia
khdch hang vé hoat dong marketing k¥ thuit sd,
hinh dnh thuong hi€u va trung thanh thuong hiéu
tai VNA; (3) phdn tich 4nh hudng ciia marketing
k§ thuét s6 dén hinh dnh thuong hiéu, trung thanh
thuong hiéu tai VNA va rdt ra cic ham y quén tri
marketing cho VNA.
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2. Co'sG Iy thuy€&t va mo hinh nghién ciru

2.1. Hinh anh thuong hi¢u (Brand Image)

Hinh 4nh thuong hiéu c¢6 thé hi€u la tap hop cic
lién tudng vé thuong hiéu dugc luu giit trong tim
tri cia ngudi tiéu dung. Cac lién tudng nay bao
gdm lién tuéng vé thudc tinh, 1gi ich va thdi do
(Keller 1993). Hinh &nh thuong hiéu thé hién
nhitng nhin thdc, dinh gid, nhian dinh cia ngudi
tiéu dung vé thuong hiéu (Iversen va Hem 2008).
Hinh &nh hinh thic déng gép chinh cho sy khac
biét clia mot thuong hiéu so véi cac doi thi canh
tranh, vi cdc doanh nghiép déu cd ging xay dung
mot hinh 4nh tich cuc vé nhitng sin phdm, dich vu
cua ho (Sallam 2014).

2.2. Trung thanh thuong hi¢u (Brand Loyalty)

Trung thanh thudng hiéu la thuéc do mic do
gidn b6 cua khdch hang véi thuong hiéu. Su gidn b6
d6 c6 thé dugc thé hién & khia canh hanh vi (trung
thanh hanh vi) hodc thdi dd (trung thanh thai d9).
Theo Aaker (1991), c6 nhiéu cap do trung thanh
khdc nhau, tir thAp dén cao, bao gdm: (1) khich
khong trung thanh; (2) khach mua theo théi quen;
(3) khdch & lai vi chi phi chuyén d6i; (4) khich &
lai vi sy hai long; va (5) khdch hét 1ong véi thuong
hiéu. Trung thanh thuong hiéu 12 mdt muc tiéu
quan trong ctia marketing va doanh nghiép vi n6
s& gitip nang cao doanh thu, 1¢i nhuén, ty suat Igi
nhuén va gidm chi phi cho doanh nghiép.

2.3. Marketing so (Digital Marketing)

Marketing s6 dugc hi€u mét ciach don gidn la
cdch ttng dung Internet va cdc cong cu ky thuit
50, phuong tién truyén thong dé€ dat dudc cdc muc
tiéu marketing cia doanh nghiép (Chaffey &
Ellis-Chadwick 2016). Theo Kotler & Keller
(2016), marketing s6, 12 c4ch thic k&t ndi v6i cdc
khdch hang hién cé va tiém niing thong qua viéc
st dung Internet va cdc phuong tién k§ thuat so
khdc nhim quing b4 va xic ti€n ban vé6i cdc hinh
thitc nhu website, email, podcast, SEO, SEM,
quang cdo online, mobile marketing, social media
marketing.

2.4. Anh huéng Marketing s6 t6i Hinh dnh
thuong hi¢u va Trung thanh thuong hiéu

Theo Chaffey & Ellis-Chadwick (2016),
marketing s6 bao gdbm 6 cong cu chinh la: (1)
marketing qua coéng cu tim ki€ém (search
marketing); (2) quan hé cdng ching online (online

PR); (3) marketing truc tuyén qua doi tic (online
partnership); (4) quidng cdo tryc tuyén (online
advertising); (5) marketing qua email (email
marketing); (6) marketing qua mang xa hdi (social
media marketing).

Bilgin va cong sy (2018) da danh gid tic dong
ctia hoat dong marketing qua mang xa hdi (SMM)
dé&n nhan thic thuong hiéu, hinh dnh thuong hiéu
(BI), trung thanh thuong hiéu (BL) dva trén miu
khdo sdt 547 khach hang dang theo doi cédc tai
khoidn mang xa hoi clia 5 nhin hiéu tai Thd Nhi
Ky. Ké&t qud cho thd'y SMM c¢6 4nh hudng tich cuc
dén BI, BL, dong thdi BI cling c6 4nh huéng tich
cuc dé€n BL.

Seo va Park (2018) ciing khing dinh 4nh huéng
tich cuc cda truyén miéng dién ti, mang xi hoi
dén gid tri thuong hiéu thong qua khdo sat 302
khach hang Han Qudc. Erdogmus (2012) thong
qua phan tich dit liéu khao sat tir 338 khdch hang
c6 st dung tai khodn mang xi hdi tai Thd Nhi Ki
ciing cho thdy cdc chi€n dich marketing trén cédc
phuong tién truyén thong x4 hoi 1a nhitng nhin t&
chi chét 4nh hudng t6i 1ong trung thanh ctia khdch
hang. Anh huéng tich cuc cla truyén thong qua
mang xa hdi t6i trung thanh thuong hiéu ciing
dugc khezlng dinh tai nghién cttu khio sat trén 346
sinh vién tai Trudng DPai hoc Bic Malaysia
(Ismail 2017).

Duong Thanh Truyén & Nguyén Thi Mai
Trang (2014) da nghién ctfu mot s& nhin t& dnh
hudng dén 1ong trung thanh clia khach hang d6i
véi dich vu hang khong ndi dia. K&t quéa khdo st
210 hanh khéch trén chuyé&n bay TP. H6 Chi Minh
- Ha Noi cho thdy chat lugng dich vu c6 dnh
hudng tich cuc téi sy thda man va 1o0ng trung thanh
ctia khach hang.

Nguyén Phic Nguyén va cong su (2017) ciing
c6 nghién ciu tuong ty trén 205 hanh khich cta
Vietnam Airlines nhim d4nh gid m&i lién hé giita
chat lugng dich vu, hinh 4nh thuong hiéu, sy hai
long va y dinh mua. K&t qua nghién citu cho thiy
chat lugng dich vu va hinh 4nh dich vu c6 anh
huéng tich cuc dén sy hai long, sy hai 1ong c¢6 dnh
hudng tich cyc d&€n y dinh mua ctia khdch hang.

Pham Nguyét Anh & Nguyén Tién Diing
(2020) da chiing minh tic dong clia marketing s&
dé&n niém tin thuong hiéu va trung thanh thuong
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hiéu dua trén khédo sat khdch hang tai Cong ty Du
lich 1 hanh VnTrip OTA. C4c thanh phan clia
marketing s6 dugc nghién cttu la sy tham gia
(engagement), tuong tac truc tuyén, website, hgp
tdc website, cong cu truyén thong va trdi nghiém
vdi thudng hiéu.

2.5. M hinh nghién citu dé xudt

Trén thé gi6i, dd c6 khong it nghién citu vé dnh
hudng clia marketing s& tdi hinh 4nh thuong hidu va
trung thanh thuong hiéu. Tuy vay, da s& cdc nghién
ctu chi tap trung vao nghién citu siu mot hodc hai
thainh phin cGa marketing ky thuit s§ nhu
Marketing qua mang xa hoi (Seo va Park, 2018)
(Ebrahim, 2020), Website va Mang x3@ hdi
(Erdogmus, 2016), hay Truyén miéng dién ti,
Qudng céo tryc tuyén (Budiman, 2021).

C6 nghién citu da chi ra sy tdc dong clla mang
xd hdi d&én hinh 4nh thuong hiéu, trung thanh
thuong hiéu, nhung lai thi€u sy ddnh gid tdc dong
cla hinh dnh thuong hiéu 1én trung thanh thuong
hiéu nhu cia Budiman (2021).

Tai Viét Nam, trong thdi gian gan dy, di c6
mot s6 nghién citu vé tic dong clia marketing s6 t&i
thuong hiéu. Tuy vay, sd lugng nghién cttu chuyén
sAu vé tic dong clia marketing s6 tGi hinh anh
thuong hi€u va trung thanh thuong hi¢u, dic biét 1a
trong linh vuc hang khong la chua c6.

Do d6, nghién ctiu ndy sé di sau tim hiéu tic
dong clia marketing s§ t6i hinh 4nh thuong hiéu va
trung thanh thuong hi€u trong linh vuc hang khong,
18y trudng hop khéo sit tai Vietnam Airlines. M6
hinh nghién cttu dé xut dudc trinh bay tai Hinh 1.

H,;,: Website c¢6 dnh hudng tich cuc dén hinh dnh
thuong hi¢u

Hinh 1: Mé hinh nghién ciu

[Website (WEB)

H1b

Quang co truic tuyén (OAD)

[ Marketing qua mang xa hoi (SMM)
H4a
- - Hdb
[Truyén miéng dién i (WOM) jk
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Nguoén: Bé xudt ciia tdc gid

H1
)v a\

thuong hiéu (BI)

thuong hiéu (BL)

H,,: Qudng cdo truc tuyén cé dnh hudng tich cuc
dén hinh dnh thuong hiéu

Hj;,: Marketing qua mang xd hi cé dnh hudng
tich cuc dén hinh dnh thuong hiéu.

H,,: Truyén mi¢ng dién ti c6 dnh hudng tich cuc
dén hinh dnh thuong hiéu.

Hjy,: Website ¢6 dnh hudng tich cuc dén trung
thanh thuong hiéu

H,y,: Qudng cdo truc tuyén cé dnh hudng tich cuc
dén trung thanh thuong hiéu

H3,: Marketing qua mang xa hi cé dnh hudng
tich cuc dén trung thanh thuong hiéu.

H,,: Truyén miéng dién ti c6 dnh hudng tich cuc
dén trung thanh thuong hiéu.

Hs: Hinh dnh thuong hiéu c6 dnh hudng tich cuc
dén trung thanh thuong hiéu.

3. Phuong phap nghién ciu

3.1. K¢ hoach ldy mau

Theo Hair va cong su (1998), kich thu6c miu
trong nghién citu dinh lugng t5i thi€u 1a 5 1dn s6
bi€n quan sit trong md hinh nghién cttu. M6 hinh
nghién citu nay c¢6 30 bién quan sit, do d6 ¢ miu
t6i thi€u 12 150. N&u khong chic chin vé tinh phan
phdi chuin cla tdng thé thi cd miu c6 thé tir 7-10
14n s6 bi€n quan sat. B&i vay, ¢cd miu du ki€n sé 1a
250 phi€u, khoang 8 14n s6 bién quan sit. Thai gian
khdo sdt tif ngdy 25/05/2023 dén ngay 25/07/2023.
Khi s6 phi€u thu vé di c¢d miu du ki€n sé& dirng
khao sat.

3.2. Thang do cho cdc bién nghién ciiu

Mo hinh nghién cttu dé xuét c6 6 bi€n nghién
citu. Trong d6, 4 bién WEB, OAD, SMM va
eWOM la cdc bi€n dau vao, con BI va BL 1a bién
dau ra. Mdi bi€n nghién citu dugc do bing 5 bién
quan st vdi nguodn tai liéu tham
khdo dugc néu tai Béng 1.
Thang do clia cdc bi€n nghién
cttu nay ciing dudgc kiém dinh
Cronbachs Alpha do Iudng do
tincdy (Bang 1).

4. K&t qua nghién ciu

4.1. Ddc diém nhdan khdu
ciia méu

Trong tdng s6 250 khich
hang dugc khdao sdt, c6 120
khich hang nam (48%) va 130
khach hang nit (52%). P tudi

Hinh anh

Trung thanh
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Bdng 1. Thang do cla cac bi€n nghién clu

Biénnghiénciu | Ky hiéu :g:ifgt Thang do tham khao Cronb:fhf -
Website WEB 5 Tatar va Erdogmus (2016), Rahi va Yasin (2017) 0,833
Quang céo tryc tuyén OAD 5 Budiman (2021), Bilgin (2018) 0,881
m::;e)t(igi c?(jiua SMM 5 ;lei:;)i :?goljzr)k (2018), Tatar va Erdogmus (2016), 0.891
Truyén miéng dién ti eWOM 5 Budiman (2021), Ebrahim (2020), Ricard va cong su 0,885
Hinh &nh thudng hiéu BI 5 Keller (1993), Bilgin (2018), Seo va Park (2018) 0.816
Trung thanh thuong hiéu|  BL 5 Aaker (1991), Bilgin (2018), Ebrahim (2020) 0,885

chii y&u la 20-29 (57,2%), k&€ dén 1a 30-39 (32%).
Do tudi tir 40 trd 1én chi chi€m 10,8% trong mau
khéo sat.

Vé tin suidt bay v6i VNA, 191/250 (76,4%)
ngudi “thinh thodng bay”, nhém bay thudng xuyén
c6 54/250 ngudi (21,6%). Nhém bay “rit thudng
xuyén” v6i VNA c¢6 5 ngudi (2%). P6i tugng khdo
sat chi y€u st dung cdc tuyén bay noi dia (224/250
ngudi, chi€ém 89,6%). Nhém c6 bay qudc t€ chi
chi€m khodng 10%.

Muc dich chi y&u di chuy&n bay VNA 1a du lich
(1507250, chi€m 60%), ti€p sau 12 muc dich di cong
tac (54/250, 21,6%), di thim ngudi than, ban be
(43/250, 17,2%) va muc dich khéc (3/250, 1,2%).

4.2. Kiém dinh cdc gia thuyét nghién citu

Phuong phdp phan tich hé s6 tuong quan
Pearson v&i phan mém SPSS 27.0 dugc st dung dé
ki€m dinh m&i lién hé giita cac bi€n dau vio va diu
ra. C4c hé s0 tuong quan giita cac cip bi€n déu cé y
nghia thdng ké & mifc tin cdy 99% (Bang 2).

Anh huéng ciia Marketing s6 t6i Hinh dnh
thuong hiéu

TAt c4 4 thanh phin clia Marketing s& déu c6
tdc dong tich cyc téi Hinh dnh thuong hiéu. Anh
hudng manh nhAt 1a Marketing qua mang xa hoi
(0,47), thit hai 12 Website (0,43), k& dén 12 Truyén
miéng dién t (0,39) va thap nhit 12 Quing cdo
truc tuyén (0,3).

BAng 2. Kiém dinh céc gid thuyét nghién ciiu

Gia thuyét Nai dung qﬂaéns‘g::::gn Sig. (2-tailed) | Kétluan
H1a(+) | Website — Hinh anh thuong hiéu 0,431* 0,000 Khang dinh
H2a(+) | Quang cdo tryc tuyén — Hinh anh thuong hiéu 0,301* 0,000 Khang dinh
H3a(+) | Marketing qua mang XH — Hinh &nh thuang hiéu 0,474** 0,000 Khang dinh
H4a(+) | Truyén miéng dién ti — Hinh anh thuong hiéu 0,389* 0,000 Khang dinh
H1b(+) | Website — Trung thanh thuong hiéu 0,454* 0,000 Khang dinh
H2b(+) | Quang cdo truc tuyén — Trung thanh thuong hiéu 0,459** 0,000 Khang dinh
H3b(+) | Marketing qua mang XH — Trung thanh thuang hiéu 0,551** 0,000 Khang dinh
H3b(+) | Truyén miéng dién tG — Trung thanh thuong hiéu 0,615 0,000 Khang dinh

H5 Hinh anh thuong hiéu — Trung thanh thuong hiéu 0,537** 0,000 Khang dinh

Ghi chii: **: H¢ 56 tuong quan cé ¥ nghia thong ké véi do tin cdy > 99%
Nguon: Tdc gid phan tich tit két qud khdo sdt bing phan mém SPSS

$6 19 - Thang 9/2023 309



TAP CHi CONG THUONG

Anh hudng ciia Marketing s6 t6i Trung thanh
thuong hi¢u

TAt c4 4 thanh phin clia Marketing s6 déu cic
tdc dong tich cuc t§i Trung thanh thuong hi¢u. Anh
hudng manh nhat 13 Truyén miéng dién ti (0,62),
ti€p theo 1a Marketing qua mang xa hoi (0,55), k&
dén 1a Quang cdo truc tuyén (0,46) va cudi ciing 1a
Website (0,45).

Anh huéng ciia Hinh anh thuong hiéu t6i Trung
thanh thuong hiéu

Hinh 4dnh thuong hiéu ¢6 anh hudng tich cuc téi
Trung thanh thuong hiéu & midc do trung binh theo

quan hé tuyén tinh (hé sd tuong quan Pearson 12
0,54 v6i mic § nghia 99%).

5. K&t luan va khuyé&n nghi

Nghién cifu di khing dinh tAm quan trong va
dnh hudng tich cuc clia marketing s6 dé€n hinh dnh
thuong hiéu va long trung thanh thuong hiéu cho
hang Hang khong Vietnam Airlines noéi riéng va
hing hang khong néi chung. Trong marketing so,
cong cu marketing qua mang xa hoi, truyén miéng
dién tlr vd website dong vai trd then chdt trong viéc
xay dung hinh dnh thuong hiéu va trung thanh
thuong hi¢u ®
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® PhD. NGUYEN TIEN DZUNG'
® Graduate student DO ANH HOANG?
ILecturer, School of Economics and Management,
Hanoi University of Science and Technology
2School of Economics and Management,
Hanoi University of Science and Technology

ABSTRACT:

This study analyzes the impact of digital marketing on brand image and brand loyalty at
Vietnam Airlines (VNA). The study’s sample consists of 250 people who used VNA’s services at
least once in the past 12 months. The study finds that four factors of digital marketing, including
websites, online advertising, social media marketing, and e-word-of-mouth, have positive
impacts on brand image and brand loyalty. This study is expected to have important implications
for the brand management of airlines.

Keywords: digital marketing, brand image, brand loyalty, social media marketing, e-Word
of Mouth.
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